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���������������������� �!���"��� ������������#��������� ������ ������������
�������"�#� ������"���������������$ �������������������� �����"��%

� 
����������������� ������	���������������������!�&��������� � ������ ��'��"�����"$$ �&
�� ������������� ��������"������������$$��� ����%
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���!�
��	���
�
"��	
����
�����
�������������"����������� ��������"�������������'
��$���%

� ����
����#���	�	��	������������ ��"���"$$ �&��� � �����$������� ��� �����"������������� ��
��$���#� �������"����$������ �� � �&�%��
���$���	��������
��������
������������
��$���������&��� � ������� ��$���$$�����������������$�����"���&����������%����� ��&#����
%�����

	���"������������"�&�������"����������������� ������'%

������� $��������������������� ���%��

�������� �#�������"������������������������������� � ������������������"���������"�����������������
�"��$��� ���$ � ��$���������$ ����� � �� �������(�)%�����������"������ ��������

� �����$����������� �� ����������������"�*" ���&��$�����$���+

� $������������ ��������"��$�������������#� ����"��#� ������ ������������$�+� ��

� �� �" ���������"������ ���,������*" ���&��$�����$�����������-��������$.

����#��"����������/����� ���������� ��������"���0�������%��
���������"$$ �&��������� �� �������
(�)������ ���������$ ���#���������������,����� ��� �� ��������$�����$���������� ���������� ����$� �����

 ��� �����#� ������������������� �� ��������"��$�����"�����!���������$�����$���%

)������� ���������/����� �������"���� �������$$��� ����0#��"����������"��*"���������������"���
����� ���$ ������$�����������������%��
�������"��������"��� ��������������� �����"������������ �

��$������#������������� ��$���$$�������� ����������� ����$������#� ��� �&� ������� �� � �&���� ��$ &
�������� ������ ���"����� ������������"��%��
����������� �������������������� �� ������$�����$���%
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'�(�)�����*���)�%%�)���� �������������� ��� �����"� ����� �����

��"������$����� � �&�� ����������������"����"$���"��� ��� ���� ��������������������������%�
�

"����� ���������� ��� ���� ���#��$������������� ������������

���������&�)�����"��������������������� ��������*" �������� � �����"��1���������$��������'�����������&

�"��$��#�������$ &��������"������ ��� �����%�2 ��� �����"������ ��"�����&� ���������� ����*"���������$
����*"������ ���%

���������'	�
"�&�)�� �����"���� ����������� ��� ������ �������������� ���*"�����%��2 ���� ������ �����

������������� �3,433�� ��%���������� �#��������� ���������� �����&�-����� ����.������������&�-������ ����.
�"��$���������������������"�%

�����
�
��&�2 �����$������������������&� ������� �����"����� �� ����������" ��&� ����$����� ��&���� ���
���� ��������%�������' $���#� ���$����������������/�"��$���2'��������0�$ &�����"�������*"������-/� &
�������"��������0� ���/�����������������������0.� ��"������������������� ������"��$��������� �����

����� ����$%

�����
�
��������&�)���$����������������������� ����$��������/������$ ���0%���������� �#����&�����

������� �����&�-��������.������������&�-���������.��"��$�������� ��"��������� ��5 ������������$ ���
�������� �� �� %��6" ���� �����&#������������������������� ��� ����� ����� �����"����� ���������������$������
��������������"��$����%��
��������� ���� �� ���5������ �3,433�� ��%

�����
�
�����	���&�
����$� ����� � ���$������������������� �����&���� �����������"��$���� ��� �����
 ����"�"������ ����%���$��������������������$� ���� ������ ��������� ������$� "����� � ��� ������ ��

��� ������� �������������������$� ��%�6" ���� �����&#� ���$���������$� ���������������� $�"�����
�� ����������� ���( ��� �������� ����"������"���� ��� ����$�������������������������� ���&�7������%
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���4889��� "�����5 ������������:������2�"� �����	���� $�-��������������;#�4889.��� ������� 
	�����$ ����< ������ ��5 �����-	<�.���� �$�����������(�"�������� ��� ��)�� ����	���� $�-(�).� �����
�%(%�=�� ��$������ �2�"� ����%��(�)������������"���	<�������������� ��������$���#� ��������� ���

$ �� ��������$� "����"��$��� ��� ������ ������������$� �����$ ��� ��� ����$�����������$� "��
�������$������ ����� �����"��$��%


���������#�(�)�� � $�������������>3�����,�$� �������� �� �������� ������ ������������)$���� ���"��$��
( ��� ����������'�-)�(�.����4888%��
���)�(�#��� ����������488?#��� �"�����$#����,���"��&�$� "�����
 ��� ���������������� ���������� � �� ��������%(%����"$��#�����"������������������ ��� ����"����

�����%��=����������&�=�%��� ���������� ��������������&��� �@����� �#�����$���������&���������)�(��� 
����$������� �� ���$� "�������������� ���� ��������� �����#�����"�����(�����#�A��� #� ��#��������&#����

�������2"���� �������%���="�����(�)��� ������ ��������4888#�����/��$���0����/������0������$� "���
�&�����)�(��������"����� ����� ����������#� �������=�� ��$��������$� ����"���� ����%��
�����"������$
���������� ���"������� ���� ���$ ������$� "�����������$���%

�������"�#� �$ � ��$�������"���������$��� ������ ��5��������� ����� ������� �����)�(��$���������&���
�������" ����� ��5 ����#����!����������"������������)���"��)����������������� �������$����(���������

������������� ������� ��$� "�������(�)%��
�������������"����������������� ����"������� ���������&
����=�� ��$�������2�"� ����1�����"�������� ��� �� �� ��������� $%

20����34$�5�������������23�$�6������%�"(

�������"��"������)�(��$���������&�����������&������ "���� � ��� ������ ������ ��� ��� ��������
�"����������$ ����$� "���"��� ���������&��������$$���� �����"������������#���"�#���$��� ���#

���%�
���$���������&�$� "���*" ���&#� ��� �����#� ���������$ ���#� ������!����$�"���� ���"��"� �
�*" �����$����%��<&���"��"� ��&��'���������������� �������#�����&��$�������$����������������� �����&���

������������������������&�������� ������$� ����������$ �&�� ���������"������������� ��� �����%����������
���"�����"��#���� ��5 ������ ���������&� ����$������������ ������� ��������$�������"��$��� ��� �����
 ���������$� "����� ��"����������$ ���%
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������������������"��$��� ��� ������� ����� �����������������%(%�=�� ��$������ �2�"� ����#�������

�� �(�"�������� ��� ��)�� ����	���� $%�(������� ��&#���������������"����������������"������&
 �$��������"������� ��"�����(�)������� $��"��%��(����������� � �&5��� ������������������������������&

"������(�)����� ��������� ��#�/2=�2'���0� ��� ����&������5���� ����������#� ������$������&����
$���� �&� $�"����� ���� ��� �� ������&� �$������������"����%

)�������� ���� ���������������������������� ���� ��"� ���� ������������"��������$���������&��� ����

)$���� ���"��$���( ��� ����������'�-)�(�.%��
���)�(�#��� ����������488?#��� �"�����$#����,���"��&
$� "����� � ��� ���������������� ���������� � �� ��������%(%����"$��#�����"������������������ ��� ��

�"����������%������ ��������&������ ������� ������ �� ����"��$��� ��� ������$� "����&�>3�������$� ��
����� �� ������%��
���)�(�������������� � ������'����$�3����433#������433���������������������%

A�&���"������$����� � �&�� ���

!1���%%� 4�����"������3���%������

� 
���$ �����&�������������� ���$�����$�����������&���$������� ���(�)����� ������������� �
4B�$����%

� 
���!��������� �����"���&��� �����(�)�� �� � ��� �� ��������������������%��
������"��� ��
�$�� ��������������������(�"����� ������ ��� ��	 �������� ����%

 All Schools ED Express 
Non-ED 
Express 

� ��	���

�	���	���
�
70.1 70.2 70.0 

Customer 
Complaints 

26.5% 29.1% 23.8% 

Confidence 79.2 79.4 79.1 

Customer 
Expectations 

68.5 69.8 67.0 

 

 ED Express Non-ED Express 
� Large Medium Small Large Medium Small 

� ��	���
�	���	���
�

66.5 69.9 74.3 64.9 70.6 75.0 

Customer 
Complaints 

34.4% 31.1% 21.7% 35.5% 21.2% 13.8% 

Confidence 75.9 79.0 83.2 74.1 80.2 83.3 

Customer 
Expectations 

68.0 68.4 73.1 63.1 66.3 72.4 
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� 2=�2'���� ���C��,2=�2'����"��� ����*" ��&������������� ��(�)��������� ����������������
�"�"����� ���"��������� � �� �����&��� ���� ��� �� �� ���������"����%

� 
���$ ��������������#����������������� ������� �( ��� ������ ���	���������6" ���&%��:������#����
� ����� �������� ��&����� $����������������������$����"��2=�2'����������%

� 
���"�����2=�2'�������������� �� �������� ���������������� �&���$��������'�����@�����&
��������� ����%��(�������� ��"��2=�2'�������������@�����&���������� ������������ ���%��
��
"������� ������2=�2'���������� ����� ������������ $�������������������� ����������%

� ����"�����������������������)��������� ����� ���=��"��$���������#���������&���� �������
����������&����� ������ ������������� ��� �� �� ��������� $#� �������@�����&���������� ����������
 ���"���� �#� ������������� ���"����� ��� ��"���������� �����������&������"�����%��D����"����� �
�"�� ������������ $�"�����#� �������"���������$ &�����$��*"������"�� ����#��� ������������ ��
�� ��� �����������(�)%

� (�������� ��"��2=�2'��������������� �����������������$����"��"�� ���� ���������
�'���� ����%��:������#����&� ���$������!��&������$�� ����� �������������������"��2=�2'���%

������������$�� ����� ���$ &�����"�����������"����2=�2'������������&����� ���(�)�����
���������������� ��������$#������ �������"���� ������,� ��&������� �����������$����������
��$�� ������� �������������#����"������������ �� $�"����� ���$�� ����������������(�)%
)������� ��&#�������"����2=�2'����� �����������'���� ����#�������� �����������"�������(�)���
$���#���"������ �������������������� ���$�� ���%

� ($ �������������� ��&�� �����$���������������� ��$���"$� ���� ���������#� ��������!��&���
��$�� ��#� ���� �����������'���� ����� �����������������(�)%��
���$ &������� "��$ ��������
� ���$ �������� ��� �� ������ ��$���#����������!������������������������������ ���� $���
��������������� ������������� ����������%��
����� �������������� ��$ ����������������� �$���
��$����������"����� �������� ��� �� ��������%�
���"���"�����&��$���������������&��� ����
��� ��$���#� ������$ �������� ����$����� ��&� $��������� ��%

 ��������������

� @ ��� ���"��������� �� ��� ��������E	���� $�2���������&#�
� �����#�!��������� �����"���&���
��������%�����"�������������������� �� ��� ����������� ��#�������"���� ��������������������
����,�������&� �� #��������"����������������"���� ��� ���� ������������������� ��� ��� ����������
(�)%

� 2���"� ������������ ���������2=�2'���������� ��%������� ����� ����� ��"�����2=��'��������
���������������$����� ��&���$����������$�����&���������� ����������%

� 	�������$���� �������"��������������%����������� ���"� ������������������ ���������*"���
�� ����������#��$������������������$��$����������"��������$�����������"��"�� ���
!��������%��)����������� ��������������� ���$��������������"������ ���"���� �#����&�� ��
�$��������&�� ��� ����������*"����%������� ���"���������$�(�)����������� ���"��$�������� ��
 ��� �����%
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��������������� !���������&�"������2=�2'�������� ��������� ����������� �$�����������
������F

����� $%��2' $������ �"���� �2=�2'��������"��������������� �! ��� ��"��������� ��� �� ��� � ��#
����������	���� ���=������G� ���"������#��������"�� ����� ��"������� �"%


�������������� ����������������$������������ ��� �����"���� ������������&�2=�2'����"��� ������,
"��#� ���������� ������� �������� �&�������� �������������#� �� �83H������������������ �%��
�������� ��
� ������������� �������������������������������������" ����$�������������%

������������������ ��#�������������$� � ����$������� �� $�����2=�2'����"��� ������,"��%


����$��������������'���������$������� �������������������,� ������%��
��� ��������$�����
��$������������&����� $�"����� ��$� ���� �����$�������� ����	���������6" ���&#�����������"����$� ��

�"��$���( ��� �����%��������������,� ������������������ �7,�������� ��������"��$���( ��� ����������
�� ����������������� ������������� ���� ����$������#���$�� ���� �������������%��D����������� ������
� ��"� ����$� �������� �����������'���������$���#��"��������� $�����5������� �����$������%

 Ed Express Non Ed 
Express

Difference Significant *
at 90% C.I.

Program Eligibility 83.0 82.8 +0.2
Clarity of instructions for E - app 77.7 76.8 +0.9
Ease of submitting data 82.1 80.7 +1.4
Accuracy of data 82.3 83.3 -1.0
Courtesy of staff 87.9 89.5 -1.6
Knowledge of staff 85.6 86.5 -0.9
Program Support 80.3 81.0 -0.7
Accuracy of information 82.2 82.4 -0.2
Timeliness of information 78.9 79.4 -0.5
Courtesy of support personal 87.6 87.8 -0.2
Knowledge of support staff 81.5 82.0 -0.5
Clarity of knowing whom to call about questions 68.0 68.6 -0.6
Training 83.2 82.9 +0.3
Usefulness of training session 79.1 76.6 +2.5
Competence of instructors 83.5 83.9 -0.4
Availability of training 70.7 72.0 -1.3
Courtesy of training staff 90.2 91.2 -1.0
Knowledge of training staff 85.3 85.9 -0.6
Monthly Reconciliation 78.9 74.8 +4.1
Clarity of the instructions 68.5 67.0 +1.5
Accuracy of the records maintained 76.0 73.9 +2.1
Response time 77.8 71.6 +6.2
Courtesy of staff 86.7 81.4 +5.3
Knowledge of staff 82.7 78.9 +3.8
Use of NSLDS 80.3 79.8 +0.5
Ease of navigation 77.6 77.3 +0.3
Helpfulness of the system 78.2 78.8 -0.6
Courtesy of staff 86.9 84.2 +2.7
Knowledge of staff 84.2 82.8 +1.4
Accuracy of the data 76.3 76.8 -0.5
Aid Origination and Disbursement 78.6 79.1 -0.5
Clarity of instructions 70.5 71.8 -1.3
Ease of submitting data 75.7 75.1 +0.6
Accuracy of records from school reports 79.9 80.6 -0.7
Courtesy of staff 84.7 85.9 -1.2
Knowledge of staff 81.7 82.7 -1.0
Customer Expectations 69.8 67.0 +2.8
Previous Expectations of SFA Quality 69.8 67.0 +2.8
Overall Quality 76.9 76.6 +0.3
Overall Quality of SFA 76.9 76.6 +0.3
Satisfaction 70.2 70.0 +0.2
Overall Satisfaction 76.7 76.3 +0.4
Compared to Expectations 67.7 67.6 +0.1
Compared to Ideal 64.1 63.9 +0.2
Customer Complaints 29.1 23.8 +5.3
Complaint rate 29.1 23.8 +5.3
Confidence 79.4 79.1 +0.3
Confidence 79.4 79.1 +0.3
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Large Medium Small Large Medium Small

Program Eligibility 81.5 83.0 84.2 79.8 83.5 84.3
Clarity of instructions for E - app 75.8 77.1 79.8 73.7 76.2 79.4
Ease of submitting data 81.8 81.1 83.4 77.1 82.5 81.7
Accuracy of data 81.1 84.5 81.1 81.8 82.4 85.3
Courtesy of staff 85.7 88.7 88.9 85.5 91.1 90.6
Knowledge of staff 83.0 85.5 87.7 83.8 87.3 87.7

Non Ed ExpressEd Express

.��"���� �%�"�0�%��(

��������������� !������ �����������������������&������������������������������������ ������ �������

������F��"�������� ��� �� �� ��������� $%��
������������� ���������������"����� !�"��� �"�$������

���� ����� ����������������� ����� ��� ����������������,�������� ������� �����%

��������������"��2=�2'������� ��� ���� ����	���� $�2���������&��������������������$������� �

9>%3%��
�����$�������� � ����&�������� ���$� ������3%?�������� ���( ��� �����#��� ������� �����7������
��"������&��� ����� �$ ���� ���$�����$������������"��$���( ��� ����������%

������������������������������"��2=�2'���#�	���� $�2���������&���� ��� ���� ����9B%9#�$ !����������

���������������$������� $�����������"�%��	���� $�2���������&�� � �������� ���$� ����� �3%7#��
�"��$���( ��� ���������������&�������������� �������������$������%


����������" ����������$���� �����"���� ���������2=�2'���� ���C���2=�2'����"��� ����������
����� ���� ����%��)�����$����� ����/��"���&��� �� �� 0�������#�������/�� ���&��� �����"����������2, ��0��
 �� �� ��� �� �����$��������� ����$�����$������������%��
&��� ��&#�����$ ���������� ���������������" �

 �����"������������ �#�����*" ����#������ ����������%��(�)���"����������� �����������������$����#�$���
� ��&�"��������#������$ ����� ��"��"�$����������� ����� ��������������� ��&%


����� ������&��������� ��$����������� ������	���� $�2���������&%��
���������������$$����"������� �
��������"�����!������������"���������"����������&� ���������!���������$���������������&�� ���������
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Large Medium Small Large Medium Small

Program Support 77.7 79.4 83.8 75.8 82.8 86.0
Accuracy of information 79.2 81.5 86.0 77.8 84.7 85.9

Timeliness of information 76.7 77.9 82.2 75.2 80.4 84.0

Courtesy of support personal 85.9 86.2 90.7 83.4 89.0 92.0

Knowledge of support staff 79.3 80.2 85.0 75.8 84.4 87.3

Clarity of knowing whom to call about questions 64.7 68.1 71.3 63.1 69.4 75.1

Non Ed ExpressEd Express

.��"�����������

��������������� !������� ������������ $�"���������&������������$�(�)%��
�����"������"���������$
 �� ���"���$ � ���#� �� ��$ � ���#��������������� ��"������������%

2=�2'����"������ ��� ���� ��� ���������93%>� ��� ���� ���$� ���"�����"��$���( ��� ���������4%3%
D������$�����$����$ &����������"������ "������������ �����&����������#� ������������������$���������"��

� ��� ���� ����������������"��$���( ��� �����%

C���2=�2'����"������ ��� ���� ���������$��������������������������������94%3%��)$�����������"�#
	���� $�("������� ��������������� ���$� ������4%7%��G�!��2=�2'����"��#��$�����$����������� �� �$ &

���������"����"��������� ��� �&����������� ��� ������ ����"���� ��� ���� ������������"����	��������
6" ���&� ����"��$���( ��� �����%
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Large Medium Small Large Medium Small

Training 81.4 82.1 87.4 80.1 84.4 84.5
Usefulness of training session 77.7 78.9 81.6 74.4 78.5 77.6

Competence of instructors 80.7 83.5 87.8 81.0 87.0 84.8

Availability of training 69.1 69.4 74.6 69.5 73.7 73.8

Courtesy of training staff 88.2 89.8 93.7 87.8 93.5 93.6

Knowledge of training staff 83.0 84.6 89.7 82.9 87.8 88.2

Non Ed ExpressEd Express
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Large Medium Small Large Medium Small

Monthly Reconciliation 74.7 77.6 84.4 65.1 77.7 79.1
Clarity of the instructions 63.8 66.0 75.8 54.1 69.4 74.3

Accuracy of the records maintained 70.1 73.8 84.6 65.7 74.4 79.0

Response time 73.5 76.3 83.8 61.1 74.5 76.1

Courtesy of staff 82.9 87.2 89.8 73.5 86.0 83.2

Knowledge of staff 79.7 81.9 86.4 67.6 83.5 83.2
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Large Medium Small Large Medium Small

Use of NSLDS 77.6 80.5 83.4 79.3 80.8 78.7

Ease of navigation 77.5 78.2 77.3 79.1 78.2 72.0

Helpfulness of the system 77.7 77.6 79.5 80.9 79.1 74.1

Courtesy of staff 82.4 88.6 89.4 81.8 85.2 86.1

Knowledge of staff 80.4 85.1 86.7 81.4 83.3 84.0

Accuracy of the data 71.7 75.6 82.2 75.4 78.0 77.1
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Large Medium Small Large Medium Small

Aid Origination and Disbursement 75.4 76.3 83.5 73.9 80.1 82.8
Clarity of instructions 67.7 67.3 75.9 66.6 73.0 75.1

Ease of submitting data 72.1 73.1 81.3 70.0 74.5 80.3

Accuracy of records from school reports 75.8 78.0 85.2 74.7 82.0 84.5

Courtesy of staff 81.5 82.4 89.5 81.9 86.6 88.5

Knowledge of staff 78.9 79.3 86.3 78.0 83.7 85.5
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Program Eligibility 82.9
Clarity of instructions for E - app 77.3
Ease of submitting data 81.5
Accuracy of data 82.7
Courtesy of staff 88.6
Knowledge of staff 86.0

Program Support 80.6
Accuracy of information 82.3
Timeliness of information 79.1
Courtesy of support personal 87.7
Knowledge of support staff 81.7
Clarity of knowing whom to call about questions 68.2

Training 83.1
Usefulness of training session 78.1
Competence of instructors 83.7
Availability of training 71.2
Courtesy of training staff 90.6
Knowledge of training staff 85.6

Monthly Reconciliation 77.5
Clarity of the instructions 68.0
Accuracy of the records maintained 75.3
Response time 75.7
Courtesy of staff 84.9
Knowledge of staff 81.4
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Use of NSLDS 80.1
Ease of navigation 77.5
Helpfulness of the system 78.5
Courtesy of staff 85.9
Knowledge of staff 83.7
Accuracy of the data 76.5

Aid Origination and Disbursement 78.8
Clarity of instructions 71.0
Ease of submitting data 75.5
Accuracy of records from school reports 80.2
Courtesy of staff 85.1
Knowledge of staff 82.1

Customer Expectations 68.5
Previous Expectations of SFA Quality 68.5

Overall Quality 76.8
Overall Quality of SFA 76.8

Satisfaction 70.1
Overall Satisfaction 76.5
Compared to Expectations 67.6
Compared to Ideal 64.0

Customer Complaints 26.5
Complaint rate 26.5

Outcomes 79.2
Confidence 79.2
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Ed Express Non Ed Express

Program Eligibility 83.0 82.8
Clarity of instructions for E - app 77.7 76.8
Ease of submitting data 82.1 80.7
Accuracy of data 82.3 83.3
Courtesy of staff 87.9 89.5
Knowledge of staff 85.6 86.5

Program Support 80.3 81.0
Accuracy of information 82.2 82.4
Timeliness of information 78.9 79.4
Courtesy of support personal 87.6 87.8
Knowledge of support staff 81.5 82.0
Clarity of knowing whom to call about questions 68.0 68.6

Training 83.2 82.9
Usefulness of training session 79.1 76.6
Competence of instructors 83.5 83.9
Availability of training 70.7 72.0
Courtesy of training staff 90.2 91.2
Knowledge of training staff 85.3 85.9

Monthly Reconciliation 78.9 74.8
Clarity of the instructions 68.5 67.0
Accuracy of the records maintained 76.0 73.9
Response time 77.8 71.6
Courtesy of staff 86.7 81.4
Knowledge of staff 82.7 78.9
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Ed Express Non Ed Express

Use of NSLDS 80.3 79.8
Ease of navigation 77.6 77.3
Helpfulness of the system 78.2 78.8
Courtesy of staff 86.9 84.2
Knowledge of staff 84.2 82.8
Accuracy of the data 76.3 76.8

Aid Origination and Disbursement 78.6 79.1
Clarity of instructions 70.5 71.8
Ease of submitting data 75.7 75.1
Accuracy of records from school reports 79.9 80.6
Courtesy of staff 84.7 85.9
Knowledge of staff 81.7 82.7

Customer Expectations 69.8 67.0
Previous Expectations of SFA Quality 69.8 67.0

Overall Quality 76.9 76.6
Overall Quality of SFA 76.9 76.6

Satisfaction 70.2 70.0
Overall Satisfaction 76.7 76.3
Compared to Expectations 67.7 67.6
Compared to Ideal 64.1 63.9

Customer Complaints 29.1 23.8
Complaint rate 29.1 23.8

Outcomes 79.4 79.1
Confidence 79.4 79.1
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Large Medium Small Large Medium Small

Program Eligibility 81.5 83.0 84.2 79.8 83.5 84.3
Clarity of instructions for E - app 75.8 77.1 79.8 73.7 76.2 79.4
Ease of submitting data 81.8 81.1 83.4 77.1 82.5 81.7
Accuracy of data 81.1 84.5 81.1 81.8 82.4 85.3
Courtesy of staff 85.7 88.7 88.9 85.5 91.1 90.6
Knowledge of staff 83.0 85.5 87.7 83.8 87.3 87.7

Program Support 77.7 79.4 83.8 75.8 82.8 86.0
Accuracy of information 79.2 81.5 86.0 77.8 84.7 85.9
Timeliness of information 76.7 77.9 82.2 75.2 80.4 84.0
Courtesy of support personal 85.9 86.2 90.7 83.4 89.0 92.0
Knowledge of support staff 79.3 80.2 85.0 75.8 84.4 87.3
Clarity of knowing whom to call about questions 64.7 68.1 71.3 63.1 69.4 75.1

Training 81.4 82.1 87.4 80.1 84.4 84.5
Usefulness of training session 77.7 78.9 81.6 74.4 78.5 77.6
Competence of instructors 80.7 83.5 87.8 81.0 87.0 84.8
Availability of training 69.1 69.4 74.6 69.5 73.7 73.8
Courtesy of training staff 88.2 89.8 93.7 87.8 93.5 93.6
Knowledge of training staff 83.0 84.6 89.7 82.9 87.8 88.2

Monthly Reconciliation 74.7 77.6 84.4 65.1 77.7 79.1
Clarity of the instructions 63.8 66.0 75.8 54.1 69.4 74.3
Accuracy of the records maintained 70.1 73.8 84.6 65.7 74.4 79.0
Response time 73.5 76.3 83.8 61.1 74.5 76.1
Courtesy of staff 82.9 87.2 89.8 73.5 86.0 83.2
Knowledge of staff 79.7 81.9 86.4 67.6 83.5 83.2

Non Ed ExpressEd Express
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Large Medium Small Large Medium Small

Use of NSLDS 77.6 80.5 83.4 79.3 80.8 78.7
Ease of navigation 77.5 78.2 77.3 79.1 78.2 72.0
Helpfulness of the system 77.7 77.6 79.5 80.9 79.1 74.1
Courtesy of staff 82.4 88.6 89.4 81.8 85.2 86.1
Knowledge of staff 80.4 85.1 86.7 81.4 83.3 84.0
Accuracy of the data 71.7 75.6 82.2 75.4 78.0 77.1

Aid Origination and Disbursement 75.4 76.3 83.5 73.9 80.1 82.8
Clarity of instructions 67.7 67.3 75.9 66.6 73.0 75.1
Ease of submitting data 72.1 73.1 81.3 70.0 74.5 80.3
Accuracy of records from school reports 75.8 78.0 85.2 74.7 82.0 84.5
Courtesy of staff 81.5 82.4 89.5 81.9 86.6 88.5
Knowledge of staff 78.9 79.3 86.3 78.0 83.7 85.5

Customer Expectations 68.0 68.4 73.1 63.1 66.3 72.4
Previous Expectations of SFA Quality 68.0 68.4 73.1 63.1 66.3 72.4

Overall Quality 74.2 76.4 80.2 72.8 76.7 80.5
Overall Quality of SFA 74.2 76.4 80.2 72.8 76.7 80.5

Satisfaction 66.5 69.9 74.3 64.9 70.6 75.0
Overall Satisfaction 73.8 76.2 80.2 71.9 76.3 81.2
Compared to Expectations 63.7 67.8 71.6 62.8 68.5 71.9
Compared to Ideal 60.0 63.6 68.6 57.8 65.0 69.7

Customer Complaints 34.4 31.1 21.7 35.5 21.2 13.8
Complaint rate 34.4 31.1 21.7 35.5 21.2 13.8

Outcomes 75.9 79.0 83.2 74.1 80.2 83.3
Confidence 75.9 79.0 83.2 74.1 80.2 83.3

Non Ed ExpressEd Express
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Significant Difference
Yes No at 90% C.I.

Program Eligibility N=421 N=159
Clarity of instructions for E - app 80.0 71.5 *
Ease of submitting data 84.0 75.6 *
Accuracy of data 84.2 79.6 *
Courtesy of staff 90.1 84.9 *
Knowledge of staff 88.3 81.0 *

Program Support N=690 N=262
Accuracy of information 84.0 75.8 *
Timeliness of information 81.6 71.2 *
Courtesy of support personal 89.4 81.8 *
Knowledge of support staff 83.4 74.8 *
Clarity of knowing whom to call about questions 71.2 60.3 *

Training N=487 N=216
Usefulness of training session 81.9 70.8 *
Competence of instructors 86.5 78.4 *
Availability of training 75.0 63.7 *
Courtesy of training staff 92.4 87.1 *
Knowledge of training staff 87.8 80.9 *

Monthly Reconciliation N=240 N=143
Clarity of the instructions 73.1 58.4 *
Accuracy of the records maintained 79.8 66.2 *
Response time 79.4 68.3 *
Courtesy of staff 87.3 80.5 *
Knowledge of staff 84.7 75.2 *

Use of NSLDS N=619 N=162
Ease of navigation 79.7 69.1 *
Helpfulness of the system 81.5 66.5 *
Courtesy of staff 87.8 77.4 *
Knowledge of staff 85.4 75.5 *
Accuracy of the data 77.7 69.6 *

Aid Origination and Disbursement N=535 N=288
Clarity of instructions 75.9 61.5 *
Ease of submitting data 80.7 65.2 *
Accuracy of records from school reports 83.5 73.8 *
Courtesy of staff 87.5 80.0 *
Knowledge of staff 84.7 76.3 *

Satisfaction N=1093 N=270
Overall Satisfaction 79.4 65.2 *
Compared to Expectations 70.4 56.1 *
Compared to Ideal 66.7 53.0 *

Improvement
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U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

 

U.S. Department of Education 
Student Financial Assistance Questionnaire 

Schools Channel    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction    (Do not read) 

INTRO1. May I please speak to ______(name from SFA list)? 
  
1 (If speaking to the right person, continue at INTR03) 
2 (If holding for the right person, continue at INTR03 when person comes to phone) 
3 Person not available (reschedule or call back) 
4 No Such Person  >> (continue to INTR02)  
9 Refusal/Hung Up 

 
INTRO2. May I please speak with the person in your department responsible for interactions with the U.S. 

Department of Education related to student financial assistance?  

1 Yes   (continue at INTRO3)   
2 No Such Person  >> Thank you and have a nice day! 
9 Refusal/Hung Up  >>   Thank you and have a nice day! 
 

INTRO3. (When respondent comes to phone) 
Hello, my name is ____________________ calling from PGM on behalf of the U.S. Department 
of Education.  We are calling as part of an initiative the SFA (the Office of Student Financial 
Assistance) has undertaken to improve its customers’ satisfaction. Do you work at school with the 
SFA on matters related to student financial assistance? (i.e. , matters such as Student Financial 
Coordinator, or Student Financial Administrator.) 
 
1 Yes    (Continue) 
2 No    (Return to INTR02) 
3 No Such Person  >> Thank you and have a nice day! 
9 Refusal/Hung Up 

INTRO4. The SFA is conducting research with customers such as yourself to measure satisfaction with the 
products and services the SFA provides to your institution. I would like to take some time now to 
go through this survey with you. Your answers are voluntary, but your opinions are very important 
for this research.  Your responses will be held completely confidential, and you will never be 
identified by name.  This interview is authorized by Office of Management and Budget Control No 
3090-0271.  This interview will take 10-12 minutes. Is this a good time? 
 
1 Yes (Continue) 
2 No Can we schedule a time that is more convenient for you? 
 

 

 



 

 

 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Screening Questions (Do not read) 
Before we begin, I would like to ask you a couple of questions about yourself. 
 
Q1. First, how long have you worked in your current position? (do not read: listen for response and 

categorize answers) 

1 Less than 1 year 

2 1 year, but fewer than 5 years 

3 5 or more years 

9  Refused 

Q2. Have you or any immediate family members personally applied for any federal student aid for college in the 
past year? (i.e., by immediate family member I mean someone who lives or lived with you.) 

1 Yes  

2 No 

8 Don’t Know 

9 Refused 

 

ED Express  (Do Not Read) 
 

Q3. Have you, in the last 12 months, used ED Express to help you administer the Title IV programs?  

 (Read if necessary: Do you actually see the ED Express logo on your computer screen when you log on?) 

(Also read if necessary to explain administration of Title IV programs:  For example, have you used it for 
packaging a student's financial aid awards, providing PELL and Direct loan functions, or for updating a 
student's status?)  

1 Yes   (Programmer: Assign to quota column “A” and correct tier.  If quota 

cell is filled, terminate interview, otherwise continue.)  

2 No   (Programmer: Assign to quota column “B” and correct tier.  If quota 

cell is filled, terminate interview, otherwise continue.) 

8 Don’t Know (Programmer: Assign to quota column “C” and correct tier. Continue) 

9 Refused  (Programmer: Assign to quota column “C” and correct tier. Continue) 

 

 

 Prior Expectations (Do not read) 

(Programmer note: The following lead-in will differ slightly in wording depending upon the respondent’s 
answer to Q1 above. Version “A” shall be the default; if the respondent answers “less than a year” to 
question Q1 above, use Version “B”. This also affects the lead-in at the beginning of the Overall Quality 
section). 
 
Most of the questions I will be asking you are about your interaction with the Office of Student Financial Assistance 
during this past year.  These next three questions deal with your previous expectations you may have had in working 
with the SFA.  
 



 

 

 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Now think back to [(A) your current job at this time a year ago./ (B) before you began your current position 
working with the SFA] and remember your expectations of the overall quality of the SFA at that time. Please give me 
a rating on a 10 point scale on which "1" means your expectations were "not very high" and "10" means your 
expectations were "very high." 
 
Q4. How would you rate your prior expectations of the overall quality of the SFA? 

 
[RECORD RATING 1-10] 
98 Don't know 
99 Refused 

Program Eligibility (Do not read) 

Q5. In the past 12 months have you participated in the process to recertify your school to be eligible to disburse 
financial aid?  By this we mean submitting the application for certification, attending the pre-certification 
training, etc.    

 

1 Yes    (Continue) 

2 No   (skip to the next section) 

8 Don’t know (skip to the next section) 

9 Refused  (skip to the next section) 

Using a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate… 

 

Q6. The clarity of instructions for E-Applications 

Q7. The ease of submitting data   

Q8. The accuracy of data for your school (as shown in E-Application System) 

Q9. The courtesy of the staff member handling your application 

Q10. The knowledge of the staff member handling your application 

Q11. In the past 12 months, have you seen an improvement in the program eligibility process that SFA provides 
to you? 

1 Yes 
2 No 
8 Don’t Know 
9 Refused  

  

Program Support (Do not read) 

Q12. Have you received support from SFA in the past 12 months?. By support, I mean assistance from an 
account manager, a case manager, or the technical support center.  

 

1  Yes    (Continue) 

2 No   (skip to the next section) 

8 Don’t know (skip to the next section) 

9 Refused  (skip to the next section) 



 

 

 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

On a scale of 1 to 10, where “1” means “very low” and “10” means “very high”, how would you rate… 

Q13. The accuracy of information provided to you 

Q14. The timeliness of information provided to you 

Q15. The courtesy of personnel involved in the support process 

Q16. The knowledge of personnel involved in the support process  

Q17. The clarity of knowing whom to call with questions  

Q18. In the past 12 months, have you seen an improvement in the program support that SFA provides to you? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

  

Training (Do not read) 

Q19. In the last 12 months, have you personally participated in a training session provided by the SFA? By this I 
mean sessions that provide training on such things as new policy regulations, systems, software, computer-
based training, and re-certification. 

 

1  Yes    (Continue) 

2 No   (skip to the next section) 

8 Don’t know (skip to the next section) 

9 Refused  (skip to the next section) 

 

I would like to ask you about a few aspects of the MOST recent training session you attended.  On a scale of 1 to 10, 
where “1” means “poor” and “10” means “excellent”, how would you rate… 

Q20. The usefulness of training session 

Q21. The competence of instructors 

Q22. The availability of training when needed 

Q23. The courtesy of training staff  

Q24. The knowledge of training staff 

Q25. In the past 12 months, have you seen an improvement in the training that SFA provides to you?  

1 Yes 

2 No 

8 Don’t know 

9 Refused 
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Monthly Reconciliation        (Do not read) 

Q26. In the last 12 months, have you personally completed the process required for the monthly reconciliation? 

 

1  Yes    (Continue) 

2 No   (skip to the next section) 

8 Don’t know (skip to the next section) 

9 Refused  (skip to the next section) 

 

Using a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate… 

Q27. The clarity of the instructions 

Q28. The accuracy of the records maintained by SFA 

Q29. The response time 

Q30. The courtesy of staff member handling your account 

Q31. The knowledge of the staff member handling your account 

Q32. In the past 12 months, have you seen an improvement in the monthly reconciliation process? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

Use of NSLDS (Do not read) 

Q33. In the last 12 months, have you personally accessed the National Student Loan Data System, or NSLDS?  
By this, I mean have you used NSLDS to determine award verification, award amount, PELL overpayment, 
student financial history, or student status? 

 

1  Yes    (Continue) 

2 No   (skip to the next section) 

8 Don’t know (skip to the next section) 

9 Refused  (skip to the next section) 

 

Using a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate… 
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The Office of Student Financial Assistance Programs 

CFI GROUP 

Q34. The ease of navigation 

Q35. The helpfulness of the system to get the job done 

Q36. The courtesy of the staff at the telephone help center 

Q37. The knowledge of the staff at the telephone help center 

Q38. The accuracy of the data 

Q39. In the past 12 months, have you seen an improvement in the  NSLDS? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

 

Aid Origination and Disbursement (Do not read) 

Now I would like to ask about a few aspects of the aid origination and disbursement of funds from the SFA to your 
institution.  

Q40. Are you personally involved or familiar with the aid origination and/or the disbursement of funds from 
SFA? 

 

1  Yes    (Continue) 

2 No   (skip to the next section) 

8 Don’t know (skip to the next section) 

9 Refused  (skip to the next section) 

 

Using a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate… 

Q41. The clarity of instructions 

Q42. The ease of submitting data 

Q43. The accuracy of records SFA maintains from school reports 
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Q44. The courtesy of SFA staff concerning your account 

Q45. The knowledge of SFA staff concerning your account 

Q46. In the past 12 months, have you seen an improvement in the aid origination and disbursement process? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

 

Overall Quality    (Do not read) 

Q47. Now, please consider all your experiences and impressions in the past year regarding the SFA.  Using a 10-
point scale, on which  "1" means "not very high" and "10" means "very high," how would you rate the 
overall quality of the SFA? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

ACSI Benchmark Questions    (Do not read) 

Q48. Please consider all of your job-related experiences working with the SFA from the past year. Using a 10-
point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied are you 
with the SFA? 

[RECORD RATING 1-10] 

98 Don't know 
99 Refused 

Q49. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds 
your expectations," to what extent has the SFA fallen short of or exceeded your expectations? 

[RECORD RATING 1-10] 

98 Don't know 
99 Refused 

Q50. Forget for a moment your experience with the SFA.  Now, imagine what an ideal federal organization 
providing student financial assistance for institutions as yours would be like.  How well do you think the 
SFA compares with that ideal program you just imagined?  Please use a 10-point scale on which "1" means 
"not at all close to the ideal," and "10" means "very close to the ideal." 

[RECORD RATING 1-10] 

Q51. 98 Don't know 
99 Refused 

Q52. In the past 12 months, have you seen an overall improvement in the services that SFA provides to you? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 
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Outcome Measures (Do not read) 

 
Q53. Have you ever formally complained about any aspect of the SFA to someone else at your school, or anyone 

in the U.S. Department of Education?  
 
1 Yes 
2 No 
9 Refused 

Q54. Using a scale of 1 to 10 where “1” means “not at all confident” and “10” means “completely confident”, 
how confident are you that the SFA will do a good job in the future of ensuring the availability of financial 
assistance for students? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Epilogue Questions (Do not read) 

 

Q55. In what specific way could the SFA improve its service to you? 

 

____________________________________________________________________________________________
____________________________________________________________________________________________ 

Q56. (If the person interviewed was not on the list, please ask her/him her/his name, phone number, and 
her/his title): 

 1   Yes (record names/phone numbers)___________________________________________________ 

 2  No  (continue) 

 3  Refusal  (continue) 

 

Q57. One final question:  In order to collect enough responses for our research, we may need additional names of 
people to contact who can answer the questions on our survey.  Is there anyone else where you work who 
also interacts with SFA besides yourself?  

1 Yes (record names/phone numbers)___________________________________________________ 

(note to Programmer: record name and compile a list that may be used only after the current list is 
exhausted.  Contact CFI Group before using any of the referred contacts.)  

 2  No  (Thank you for your time and have a nice day!) 

 8  Don’t know (Thank you for your time and have a nice day!) 

 9  Refusal  (Thank you for your time and have a nice day!) 

 

That’s all the questions I had for you.  Thank you for your time, and have a good day. 


